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exhibited in strategic locations to 
remind the community of who is 
supporting them for the event. 
W hile some insurance companies 
have begun to pursue this strategy of 
local presence, the insurance industry 
in general still lags behind certain 
other industries regarding support of 
community involvement. This pro­
vides Blue Cross and Blue Shield of 
Florida with an excellent opportunity 
to increase its local presence by co­
sponsoring local events such as trade 
shows, health fairs and civic fund 
raisers. E,lue Cross and Blue Shield's 
national involvement with the 
1988 Olympics should also afford us 
greater visibility. 
Blue Cross and Blue Shield of Florida 
is active in many statewide commu­
nity functions. Some of the Tampa Bay 
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BCBSF fared well in '87 Legislature, 
thanks to efforts throughout company 
IJTeamwork11 is a word that truly 
I describes how Blue Cross and 
Blue Shield of Florida got beneficial 
legislation passed this year, how it 
removed harmful wording from some 
bills that were passed1 and how it 
fended off adverse legislation being 
considered in Tallahassee. 
Mike Hightower, vice president of 
Governmental and Legislative Rela­
tions1 emphasized that BCBSFs legisla­
tive success this year was due to 
diligent efforts from many areas of the 
company. Such work is vital to 
BCBSFs well being, he said, noting 
that preparatory work has begun for 
the 1988 legislative session. 
11We absolutely need people to help 
our effort," Hightower said. 
• BCBSF and other insurers success­
fully lobbied for passage of a bill 
exempting insurance from the state 
sales tax. The exemption was voted 
away last year; if it hadn't been rein­
stated1 it would've cost the corpora­
tion as much as $18 million a year. 
Thanks are in order for employees and Member Advisory Committee 
members who wrote letters support­
ing a sales tax exemption, and for 
the work done by Print Shop1 
Graphics and Mail Room employees1 Hightower said. 
• The premium tax will stay the same 
this year, which means no tax for 
BCBSF and other Florida-based 
insurers, a 1 percent tax for out-of­
state insurers with regional home 
offices in Florida, and a 2 percent 
tax for those without regional home 
offices here. 
But only new legislation next year 
can overcome the imposition of a 2.25 
percent premium tax on all insurers, 
effective July 11 1988. Avoiding that tax 
will be the goal of an employee work group that will be formed soon to pre­
pare for the next legislative session. 
• An HMO bill favored by the 
Department of Insurance was made 
more acceptable. As proposed, it 
would've given HMO members the 
right to a self-referred1 second sur­
gical opinion for any procedures; it 
would1ve imposed a .5 percent tax 
on HMO premiums; it would've 
given the Department of Health and 
Rehabilitative Services full access to 
HMO providers' medical records 
(the law shifted HMO regulatory 
responsibility to HRS from the 
Department of Insurance). 
Thanks to the efforts of the Legisla­
tive Advisory Group (LAG), led by 
Steven Smith of Governmental and 
Legislative Relations1 the bill was 
changed. HMO referrals were 
expanded to include chiropractors1 
podiatrists and osteopaths, but self­
referred, second surgical opinions were 
(cont'd on back cover) 
"Born to Win" teaches a positive, 
spirited outlook on work and life 
S tarting this week1 Marketing Services is presenting a special self-enrich­ment program designed to make people feel good about themselves, their 
families and their work, and to enable them to be successful. 
"It's really a program to develop your working life1 balance that with your 
home life, and learn how to get what you want by helping others/' said John 
Parsons, manager of Marketing Personnel Development. The program is being 
presented to local group sales representatives in the branch offices. For the 
home office, one-hour sessions will be offered to a limited audience, at first, but 
if there 1s a good response1 the course may be offered to more people. 
Presented every other week for six months, the course involves motivational 
talks, videotapes and audience interaction. Typical themes are 1'Your attitude determines your altitude1 11 11Life is tough but rewarding, 11 "Your self image is 
important,11 "You gotta have goals,1' "Working for success/' and "The right men­
tal attitude. 11 
The basic idea of the 11Born to Win11 program1 as it's called, is that every per­
son is a winner-not that someone finishes first in a race, but that he/she does 
the best they can1 Parsons said. 
"If you decide you want to come1 be prepared for a very positive experience, 
and be prepared to leave feeling better than when you came,1' Parsons said. 
Interested persons should call him at Ext. 8143. 
2 
Vice President's 
Viewpoint 
Every account counts 
if we're to succeed 
by 
William 
H. Reed 
F or all of us at Blue Cross and 
Blue Shield of Florida, every new 
account we acquire is of greater bene­
fit than we sometimes may realize. 
Each group or individual policy we 
sell helps us stay on course toward our 
continual goal-providing quality 
health care protection that people 
can afford. 
A growing enrollment enhances our 
image, increases our recognition by the 
public, and gives us a greater voice in 
the marketplace. And market share 
growth is essential to our purpose. 
Florida's population is growing by 
about 2.3 percent every year. Blue 
Cross and Blue Shield of Florida's mar­
ket share must grow at the same rate, 
or our leadership position will decline. 
In fact, we're working to exceed that 
growth rate. 
New group enrollment means more 
work for us, of course, and some 
groups are more complicated than oth­
ers. They're more difficult to manage 
and they stretch our resources. But 
the extra effort that's required is well 
worth it, and that should make us all 
feel good. 
Although it may seem a thank­
less task at times, the "extra mile" 
employees travel in servicing complex 
accounts warrants our sincere, heart­
felt appreciation. 
We all have a part in our success, 
and for ourselves and our subscribers, 
we have a responsibility to succeed. 
BCBS 
NEWS 
Public and private cooperation is 
needed to provide health coverage for 
more than 35 million Americans now 
lacking it, Blue Cross and Blue Shield 
Association President Bernard R. Tres­
nowski recently told the Senate Labor 
and Human Resources Committee. He 
said the Minimum Health Benefits for 
American Workers Act of 1987, intro­
duced by the committee chairman, 
Sen. Edward Kennedy, focuses on the heart of the problem: the inability of 
many low-wage workers and their 
families to afford health coverage, and 
the difficulties of small employers in 
obtaining affordable health benefits for 
their employees. 
Tresnowski recommended changes 
in the Kennedy bill which would 
include national uniform eligibility 
standards for Medicaid, and allowing 
workers whose earnings are at or 
below the poverty level to buy into 
Medicaid with an income-related pre­
mium. He said BCBS Plans "strongly 
support" changing ERISA (Employee 
Retirement Income Security Act) to 
provide that insured health benefits are 
no longer subject to state mandated 
benefit laws. 1'These mandates add to 
the cost of all insured health benefits, 
and small employers are dispropor­
tionately affected," he said. 
Risk pools for the medically unin­
surable may be appropriate in some 
states to assure access to health care, 
Tresnowski said, but the federal 
government must change ERISA so 
that "self-funded companies will par­
ticipate in state risk pools." He said the 
Association believes it's "important for 
Congress to provide the same 100 per­
cent tax deduction of health coverage 
premiums for unincorporated business, 
sole proprietorships and the self-employed 
as is permitted for corporations." 
Tresnowski said the problems of 
low-wage workers are compounded 
because they receive less financial 
assistance in buying health insurance 
than others would in the form of 
employer contributions, government 
insurance eligibility and federal tax 
supports. Also, he said, about two 
thirds of the uninsured are employed 
by small firms, who are confronted by 
higher insurance premiums because of 
a few workers' poor health and the 
cost of state mandated benefits that 
must be included in premiums. 
Working to enhance provider understanding 
Members of the HIS Field Services staff listen as Sharon Williams describes 
positive results from the new HIS Field Services Reimbursement Guide. Gene 
Funkhouser (1-r), Vickie Bankhead and Cathy Shane were among the many 
employees who helped design the manual for physicians who needed a 
comprehensive reference guide on claims filing programs and coding. 
Marketing 
A view from Tampa 
by Greg 
Carter, 
Marketing 
Director 
1987 has been selected as the year 
Blue Cross and Blue Shield of Florida 
will focus on increasing its local pres­
ence in its respective areas of the 
state. Local presence can be defined 
as the awareness a community has of 
a company. 
This is very important, especially 
to community leaders, in that we as a 
company move into a community 
expecting to reap the benefits of being 
there. In return, community leaders 
would like us to put something back 
into their community. In other words, 
it's a two-way street-to get some­
thing out of the community, you need to put something into it. 
Several industries thrive on this type 
of attitude, such as banking and the 
soft drink industry. It is very seldom 
that you go to a local event without 
seeing sponsorship signs for compa­
nies like Barnett Bank or Coca-Cola 
(cont'd on back cover) 
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Superior Customer Servic 
It's a consumer's definitio1 
Every issue of Profile contains employees' responses to a 1986 Consu Awareness Week memo. Based upon them, the Superior Customer 
Service Work Group derived a six-part definition that will appear in thi� 
and future editions. 
As a preface to these segments, the work group notes that Superior 
Service is two things-it's a customer's description of his/her satisfactior 
way they're treated by our company. And it's a goal, value or attitude tr. 
as a corporation, which we demonstrate in every business decision and 
Superior Customer Service occurs when all parts of a customer's in 
with us work together to create a positive experience. A chain is only ai 
its weakest link-any one negative moment in a customer 1s dealings wi 
offset any other positive aspects of our work. We must all be able to ide1 
understand and continually improve upon what we do to serve our cust 
must understand how our actions affect them and how they perceive w 
We provide superior service to our customers wlie 
1. We have a caring and concerned attitude-
We're in business to meet the needs of our customers. We unders 
their needs and we show genuine interest and commitment to meet ti 
needs. This attitude is reflected in the care and concern shown our cu 
by all employees, who take great pride in their work and in our comp, 
--- Customer Service--
Pleased with good service 
"When I called your office, Mr. 
Kenneth Reese (Customer Service 
Representative, Medicare B Telecom­
munications) answered the telephone 
and he was extremely patient, kind 
and understanding. I was so pleased 
with the good service that I feel you 
should know about it. Mr. Reese is an 
asset to your office." 
"Thank Heaven for ... " 
"A mere 'thanks' is not enough to 
express our heartfelt gratitude for the 
help you (Georgia Brennan, Fort 
Lauderdale) have given us. Our 
problem . . . was not resolved until you 
most efficiently took charge of this 
long-standing problem . . .  Thank 
Heaven for Ms. Brennan." 
Courteous service 
u . . .  express my appreciatior 
assistance I was given in ol: 
information regarding the r 
and procedures of Blue Cro 
such a pleasure to deal witl 
Gackie Somers, Superviso1 
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NEWS 
Public and private cooperation is 
needed to provide health coverage for 
more than 35 million Americans now 
lacking it, Blue Cross and Blue Shield 
Association President Bernard R. Tres­
nowski recently told the Senate Labor 
and Human Resources Committee. He 
said the Minimum Health Benefits for 
American Workers Act of 1987, intro­
duced by the committee chairman, 
Sen. Edward Kennedy, focuses on the heart of the problem: the inability of 
many low-wage workers and their 
families to afford health coverage, and 
the difficulties of small employers in 
obtaining affordable health benefits for 
their employees. Tresnowski recommended changes in the Kennedy bill which would 
include national uniform eligibility 
standards for Medicaid, and allowing 
workers whose earnings are at or 
below the poverty level to buy into 
Medicaid with an income-related pre­
mium. He said BCBS Plans "strongly support" changing ERISA (Employee Retirement Income Security Act) to 
provide that insured health benefits are 
no longer subject to state mandated benefit laws. "These mandates add to 
the cost of all insured health benefits, 
and small employers are dispropor­tionately affected," he said. 
Risk pools for the medically unin­
surable may be appropriate in some 
states to assure access to health care, 
Tresnowski said, but the federal 
government must change ERISA so 
that "self-funded companies will par­
ticipate in state risk pools. " He said the 
Association believes it's "important for 
Congress to provide the same 100 per­
cent tax deduction of health coverage 
premiums for unincorporated business, 
sole proprietorships and the self-employed as is permitted for corporations. " 
Tresnowski said the problems of 
low-wage workers are compounded 
because they receive less financial 
assistance in buying health insurance 
than others would in the form of 
employer contributions, government 
insurance eligibility and federal tax 
supports. Also, he said, about two 
thirds of the uninsured are employed by small firms, who are confronted by 
higher insurance premiums because of 
a few workers' poor health and the 
cost of state mandated benefits that 
must be included in premiums. 
Working to enhance provider understanding 
Members of the HIS Field Services staff listen as Sharon Williams describes 
positive results from the new HIS Field Services Reimbursement Guide. Gene 
Funkhouser (1-r), Vickie Bankhead and Cathy Shane were among the many 
employees who helped design the manual for physicians who needed a 
comprehensive reference guide on claims filing programs and coding. 
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by Greg 
Carter, 
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Director 
1987 has been selected as the year 
Blue Cross and Blue Shield of Florida 
will focus on increasing its local pres­
ence in its respective areas of the 
state. Local presence can be defined 
as the awareness a community has of 
a company. 
This is very important, especially 
to community leaders, in that we as a 
company move into a community 
expecting to reap the benefits of being 
there. In return, community leaders 
would like us to put something back 
into their community. In other words, 
it's a two-way street-to get some­
thing out of the community, you need to put something into it. Several industries thrive on this type 
of attitude, such as banking and the 
soft drink industry. It is very seldom 
that you go to a local event without 
seeing sponsorship signs for compa­
nies like Barnett Bank or Coca-Cola 
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Superior Customer Service: 
It's a consumer's definition 
Every issue of Profile contains employees' responses to a 1986 Consumer Awareness Week memo. Based upon them, the Superior Customer 
Service Work Group derived a six-part definition that will appear in this 
and future editions. 
As a preface to these segments, the work group notes that Superior Customer 
Service is two things-it's a customer's description of his/her satisfaction with the 
way they're treated by our company. And it's a goal, value or attitude that we hold 
as a corporation, which we demonstrate in every business decision and transaction. 
Superior Customer Service occurs when all parts of a customer's interaction 
with us work together to create a positive experience. A chain is only as strong as 
its weakest link-any one negative moment in a customer's dealings with us can 
offset any other positive aspects of our work. We must all be able to identify, understand and continually improve upon what we do to serve our customers. We 
must understand how our actions affect them and how they perceive what we do. 
We provide superior service to our customers when . . .  
1. We have a caring and concerned attitude-
We're in business to meet the needs of our customers. We understand 
their needs and we show genuine interest and commitment to meet those 
needs. This attitude is reflected in the care and concern shown our customers 
by all employees, who take great pride in their work and in our company. 
--- Customer Service----
Pleased with good service 
"W hen I called your office, Mr. 
Kenneth Reese (Customer Service 
Representative, Medicare B Telecom­
munications) answered the telephone 
and he was extremely patient, kind 
and understanding. I was so pleased 
with the good service that I feel you 
should know about it. Mr. Reese is an 
asset to your office. " 
"Thank Heaven for ... " 
"A mere 'thanks' is not enough to 
express our heartfelt gratitude for the 
help you (Georgia Brennan, Fort 
Lauderdale) have given us. Our 
problem . . .  was not resolved until you 
most efficiently took charge of this 
long-standing problem . . .  Thank Heaven for Ms. Brennan. " 
Courteous service 
11 • • • express my appreciation for the 
assistance I was given in obtaining 
information regarding the policies 
and procedures of Blue Cross . . .  It was 
such a pleasure to deal with . . .  you 
Oackie Somers, Supervisor, Telemar­
keting), and the information .. . was most helpful. " 
A credit to BCBSF 
"W hat a bright and happy place this 
world of ours would be if everyone 
were just as nice as you have been to 
us. You (Barbara Beck, Executive 
Secretary, Health Options of South Florida) are a definite credit to your 
company, and we appreciate the kind 
consideration and professional advice 
you gave us. " 
3 
BCBSF  fared well 
( cont'd from p. 1) 
limited to surgical procedures and life 
threatening situations. HMOs will pay 
for 60 percent, instead of 75 percent, 
of the cost of self-referred, second sur­
gical opinions. 
The tax on HMO premiums was 
reduced to .1 percent, which will save 
BCBSF more than $500,000. HRS's 
ability to examine HMO providers' 
medical records was limited to sub­
poenas from the HRS Secretary or 
counsel upon showing of good cause. 
• Another bill would've required Pre­
ferred Patient Care, as the State 
Group's PPO, to have 50 percent of 
its doctors provide at least $1,000 
worth of free services per year for 
indigents. The 50 percent provision 
was removed after House and Sen­
ate conferees considered data sub­
mitted by PPC. 
• Failed legislation included mandated 
benefits such as well adult care, 
employer coverage of part-time 
employees at their expense, and cov­
erage of all recognized tests and pro­
cedures to treat infertility. 
BCBSF President William E. Flaherty 
was effective in convincing legislative 
leaders about the inequities of man­
dated benefits, as was Vice Presi-
dent of Finance Charlie Richards, 
Hightower said. 
Hightower praised the work of LAG 
members Randy Simmons of Sales 
Administration, Clare Adamson of 
Benefits Administration, Karen Earle of 
Professional Reimbursement Adminis­
tration, Melissa Rehfus of Public Issues 
Analysis and Planning, and Rafael 
Diaz and Randy Kammer of Legal 
Affairs. And he thanked LAG mem­
bers Judy Vieren of Actuarial, Sam 
Glenn of Corporate Tax Planning, Bob 
Malinky of HEALTH OPTIONS, Bill 
Long of Government Programs, Brooks 
Stone of PPC, and administrative sup­
porter Therese Ciffarelli of Govern­
mental and Legislative Relations. 
Members of the Health Political 
Action Committee also deserve 
thanks, Hightower said, because their 
contributions give BCBSF a better 
opportunity to present its views and 
to be heard. 
Marketing (cont'd from p.3) 
exhibited in strategic locations to 
remind the community of who is 
supporting them for the event. 
W hile some insurance companies 
have begun to pursue this strategy of 
local presence, the insurance industry 
in general still lags behind certain 
other industries regarding support of 
community involvement. This pro­
vides Blue Cross and Blue Shield of 
Florida with an excellent opportunity 
to increase its local presence by co­
sponsoring local events such as trade 
shows, health fairs and civic fund 
raisers. Blue Cross and Blue Shield's 
national involvement with the 
1988 Olympics should also afford us 
greater visibility. 
Blue Cross and Blue Shield of Florida 
is active in many statewide commu­
nity functions. Some of the Tampa Bay 
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activities are an Olympic fund raising 
bike-a-thon, the Chamber of Com­
merce, Big Brothers and Sisters, local 
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BCBSF fared wel l in '87 Legis lature 
thanks to efforts throughout compc 
/./Teamwork" is a word that truly 
I describes how Blue Cross and 
Blue Shield of Florida got beneficial 
legislation passed this year, how it 
removed harmful wording from some 
bills that were passed, and how it 
fended off adverse legislation being 
considered in Tallahassee. 
Mike Hightower, vice president of 
Governmental and Legislative Rela­
tions, emphasized that BCBSF's legisla­
tive success this year was due to 
diligent efforts from many areas of the 
company. Such work is vital to 
BCBSF's well being1 he said, noting 
that preparatory work has begun for 
the 1988 legislative session. 
"We absolutely need people to help 
our effort1" Hightower said. 
• BCBSF and other insurers success­
fully lobbied for passage of a bill 
exempting insurance from the state 
sales tax. The exemption was voted 
away last year; if it hadn1t been rein­
stated1 it would1ve cost the corpora­
tion as much as $18 million a year. 
Thanks are in order for employees 
and Member Advisory Committee 
members who wrote letters support­
ing a sales tax exemption, and for 
the work done by Print Shop, 
Graphics and Mail Room employees1 
Hightower said. 
• The premium tax will stay the same 
this year, which means no tax for 
BCBSF and other Florida-based 
insurers, a 1 percent tax for out-of­
state insurers with regional home 
offices in Florida, and a 2 percent 
tax for those without regional home 
offices here. 
But only new legislation next year 
can overcome the imposition of a 2.25 
percent premium tax on all insurers1 
effective July 1, 1988. Avoiding that tax 
will be the goal of an employee work 
group that will be formed soon to pre­
pare for the next legislative session. 
• An HMO bill favored by the 
Department of Insurance was made 
more acceptable. As proposed, it 
would've given HMO members the 
right to a self-referred, second sur­
gical opinion for any procedures; it 
would've imposed a .5 percent tax 
on HMO premiums; it would1ve 
given the Department of • 
Rehabilitative Services fu] 
HMO providers' medical : 
(the law shifted HMO ref 
responsibility to HRS fror 
Department of Insurance: 
Thanks to the efforts of tl 
tive Advisory Group (LAG), 
Steven Smith of Governmer. 
Legislative Relations, the bill 
changed. HMO referrals we 
expanded to include chiropr 
podiatrists and osteopaths1 1 
referred1 second surgical opi 
(cont'd on 1 
"Born to Win" teaches a positi" 
spirited outlook on work and lif 
S tarting this week1 Marketing Services is presenting a special self-er ment program designed to make people feel good about themselv< 
families and their work1 and to enable them to be successful. 
"It's really a program to develop your working life, balance that with 
home life, and learn how to get what you want by helping others," saic 
Parsons, manager of Marketing Personnel Development. The program i 
presented to local group sales representatives in the branch offices. For 
home office1 one-hour sessions will be offered to a limited audience, at 
if there1s a good response, the course may be offered to more people. 
Presented every other week for six months, the course involves mofr 
talks, videotapes and audience interaction. Typical themes are ''Your att determines your altitude," "Life is tough but rewarding/ "Your self imc 
important/ "You gotta have goals,'1 "Working for success," and "The ri, 
tal attitude." 
The basic idea of the "Born to Win'1 program1 as it's called, is that ev( 
son is a winner-not that someone finishes first in a race, but that he/i 
the best they can, Parsons said. 
"If you decide you want to come, be prepared for a very positive exi: 
and be prepared to leave feeling better than when you came/' Parsons i 
Interested persons should call him at Ext. 8143. 
